Mapping the Online Gambling
e-Servicescape: A Conceptual
Model
Abstract

Keywords:
model
Introduction
1

Angeles

Email:

UNLV Gaming Research & Review Journal Volume 17 Issue 2

made up of a holistic atmospheric environment while an online casino’s atmospheric cues
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Article Objectives

the following questions: How does the holistic environment of an online casino affect
intentions? The answers to these questions could lead to pragmatic solutions with

model posits that the atmospheric cues and functional qualities of an environment
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while online poker involves the third form.
virtual world.

meaningful play

The Servicescape

A consumer’s holistic evaluation of the servicescape’s environmental dimensions tie to
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As the Internet grew more popular as a retail medium through the late 1990s and early
2000s, researchers began to apply the traditional servicescape model. Eroglu et al. (2001)
adapted the theoretical S-O-R model to a retail e-space, and later empirically confirmed their
new theory (Eroglu, Machleit, & Davis, 2003). Williams and Dargel (2004) converted the
servicescape model to a “cyberscape,” utilizing the flow construct from motivational
psychology, while Hopkins, Grove, Raymond, and LaForge (2009) confirmed that Bitner’s
(1992) standard servicescape dimensions are present and influential within a virtual setting.
Further research has also investigated trust dimensions (Harris & Goode, 2010), cultural
influences on emotional responses to online cues (Davis, Wang, & Lindridge, 2008), and specific
sound preferences (Fiore & Kelly, 2007). Davis et al. (2008) found that arousal mediates
expression of pleasure for those in collectivist cultures, while arousal and pleasure are distinctly
separate responses for those in individualistic cultures. Fiore and Kelly (2007) determined that
sound is an effective means of overcoming the physical barriers between the consumer and the
retail environment. The online gambling environment, however, is a unique setting. It
encompasses the virtual environment researched in retail literature, but its product is a service
with intangible components. That is, it is the online gambling experience itself that is the product
sold. Because of this, the theoretical
model encompasses
aspectsModel
of prior models of the eDescription
of Theoretical
servicescape as well as stimuli specific to the gambling product.
Description of Theoretical Model
Drawing
on therepresentation
extant literature and
history
of online
gambling,
a theoretical
model
was
1 consists
of a visual
of the
proposed
model
for depicting
the
relationship
created to describe the unique features of an online gambling e-servicescape. Figure 1 consists of
a visual representation of the proposed model for depicting the relationship between
environmental cues in an online casino context and consumers’ responses. The model draws on
the S-O-R paradigm, and suggests that the environmental elements of the online casino
(stimulus) influence consumers’ affective and cognitive states, which lead to an influence on
behavioral intentions. Personal and situational factors and demographic characteristics serve in a
moderating role for the S-O relationship.
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Figure 1.
Stimulus: Elements of Online Casino Servicescape
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Atmospheric Cues (High/Low Task-Relevant Cues).

task relevant cues for online retail shops. The conceptual model here adapts these ideas to

Figure 2
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Figure 3.

the speed of their navigation through the site. The site designer must weigh the depth
of information vividness within the constraints of desired upload speeds to ensure the
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P1.
environment.
Functional Qualities – Financial Trust.

consumer must have faith that the odds innate in card and dice games and the odds
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author proposes:

Functional Qualities – Gambling Value.

satisfaction will decrease (consumers’ plans and purposes are discussed more in the

offer the most potential customer satisfaction.
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Internal Responses: The Organism

multiple dimensions.
Cognitive Responses.

The cognitive state also concerns the consumers’ internal mental processes in using

trustworthiness.
Affective Responses.
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Moderators: Personal & Situational and Demographic

Personal & Situational Moderators.

situational moderators are each treated as single factors with multiple dimensions.

Situational moderators for a virtual environment include mirrors of those known
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control and lead to dissatisfaction.
Demographic Moderators.

The propositions on demographic moderators are as follows:

and internal responses.

atmospheric cues and internal responses.

rust and internal responses.

value and internal responses.

responses.

responses.
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responses.
online casino servicescape and internal responses.
perceived atmospheric cues and internal responses.

Behavioral Intentions

Revisit Intentions.

Desire to Stay.
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The Systematic Study of Gaming Operations

theoretical model’s other components.
Recommendation to Others.

trust.
proposes:
relationship with revisit intentions.
relationship with desire to stay in the online casino environment.

Discussion

environment and those who have never visited a live casino also presents an interesting
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responses.

studies could focus on compiling empirical evidence to document the impact of the
application of such theorized models.
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